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Product and service quality are the basic conditions to meet the market demand and 
maintain survival of organization. Nowadays, price competition and product quality 
become homogeneous. Therefore improving the quality of service has become an 
inevitable pathway of reflecting business diversification. Service quality competition 
has become the focus among enterprises. In the current competitive environment, 
service quality management concepts have not only become the weapon of many 
outstanding companies to gain a competitive advantage, but also become the cultural 
foundation of company's survival and development. 
In recent years, China's export growth slows down and global shipping capacity is 
surplus. The shipping market is changed to a buyer's market and the competition 
between carriers is more and more intense. As a typical traditional international 
container shipping company, company A is facing a huge challenge. Xiamen team 1 is 
facing a problem that high booking amendment ratio caused low satisfaction of 
customers and high cost. How to solve the problem and improve the service level has 
become an important topic. Therefore, research on company A's service quality 
management has important practical significance on improvingservice quality and 
enhancing competitive strength. 
Firstly, this thesis introduces the development trend of the quality management and 
service qualitymanagement. Secondly, it introduces that Six Sigma has become the 
preferred method of quality management. Thirdly, it introduces the company A and 
quality management of company A. At the last, it takes the booking amendment of 
Xiamen team 1 as an example to introduce how to use Six Sigma model to launch 
project to improve service quality. It decreased and effectively controlled book 
amendment ratio of Xiamen team 1. Thereby the project improved work efficiency, 
saved costs, improved service level, and improved customer satisfaction. Through the 
successful implementation of the project, it not only illustrates that Six Sigma is a 
practical method for improving the quality of service, but also provides a wealth of 
practical experience for other projects of service quality improvement. 
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口贸易增幅的持续下滑，如图 1-1 所示。 
 
 




























2016 年 4 月中国进出口货运量为 32294 万吨，比 2015 年同期减少 9.0%；出口货
运量仅为 11227 万吨，比上年同期大跌 24.3%，跌幅接近两成半。 
中国出口增速减缓与全球海运能力过剩，导致海运价格跌至冰点。衡量海运
价格的波罗的海综合运价指数（BDI）2015 年均值为 718 点，同比下降 35%，第
四季度更是出现旺季暴跌，创下 471 点的低位。与此同时中国出口集装箱运价指
























































多个部门。本文将主要研究 A 公司厦门 1 组在订舱阶段的质量问题。 
本文的研究目标是通过运用六西格玛的质量改善模式，分析研究 A 公司在日
常工作中遇到的订舱阶段的质量问题，并在企业内部实施切实可行、且效果显著
的质量改善方案，使得 A 公司厦门 1 组的服务质量得到进一步提升，减低因质量
问题而造成的经营成本浪费，提高客户满意度。 
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第 2 章文献综述 
2.1 服务质量管理的研究 











管理研究方面最为集中的话题。国外文献统计如表 2-1 所示。 
 
表 2-1 关注服务质量管理的国际刊物 
 
资料来源：[3]洪志生 苏 强 霍佳震，服务质量管理研究的回顾与现状探析，管理评论，2012,07：152-163. 
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